
Transportation Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

First Contact Resolution 

Transportation

Top Number - Total Incidents

Bottom Number - FCR Met

Critical Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Mobile Devices Error BlackBerry 

Enterprise 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Critical Low Medium Total

Diebold EIS Hardware PC/Laptop None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Help Desk Application Error None 0

0

1

0

0

0

1

0

PGP 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

1

1

0

0

1

1

Total 0

0

3

1

0

0

3

1

Password Utah Master 

Directory

0

0

13

10

0

0

13

10

Total 0

0

13

10

0

0

13

10

Total 0

0

16

11

0

0

16

11

Mobile Devices None BlackBerry 

Configuration

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Telecom Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Help Desk Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

19
12

0
0

19
12

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

45

38

0

0

45

38

Total 0

0

45

38

0

0

45

38

Total 0

0

45

38

0

0

45

38

Application Error None 0

0

7

7

0

0

7

7

Total 0

0

7

7

0

0

7

7

None None 0

0

15

15

0

0

15

15

Total 0

0

15

15

0

0

15

15

Password None 0

0

2

2

0

0

2

2

Utah Master 

Directory

0

0

1

1

0

0

1

1

Total 0

0

3

3

0

0

3

3

Total 0

0

25

25

0

0

25

25

Network Incident None 0

0

2

2

0

0

2

2



Critical Low Medium Total

Metro C 

Desktop 

Support

Network Incident Total 0

0

2

2

0

0

2

2

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password None 0

0

9

9

0

0

9

9

Total 0

0

9

9

0

0

9

9

Total 0

0

12

12

0

0

12

12

PC/Laptop Error None 0

0

13

12

0

0

13

12

Total 0

0

13

12

0

0

13

12

Hardware None 0

0

14

14

0

0

14

14

Total 0

0

14

14

0

0

14

14

None None 0

0

22

22

0

0

22

22

Total 0

0

22

22

0

0

22

22

Password None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Performance None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2



Critical Low Medium Total

Metro C 

Desktop 

Support

PC/Laptop Virus None 0

0

5

5

0

0

5

5

Total 0

0

5

5

0

0

5

5

Total 0

0

58

57

0

0

58

57

Print/Copy/Sca

n/Fax

Incident None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

None None 0

0

9

9

0

0

9

9

Total 0

0

9

9

0

0

9

9

Toner/Fuser/Ink None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

12

12

0

0

12

12

Remote 

Connectivity

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Server None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



Critical Low Medium Total

Metro C 

Desktop 

Support

Total 0
0

154
146

0
0

154
146

Metro C 

Hosting

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0
0

3
0

0
0

3
0

Metro C 

Network

Network Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Metro D North 

Desktop 

Support

Application Error Adobe Reader 0

0

1

1

0

0

1

1

Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

4

2

0

0

4

2

Total 0

0

6

3

0

0

6

3

Total 0

0

6

3

0

0

6

3

Mobile Devices None BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Metro D North 

Desktop 

Support

Mobile Devices Total 0

0

1

0

0

0

1

0

Network Error None 0

0

1

0

0

0

1

0

Project 

Development 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password PGP 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Total 0

0

2

0

1

1

3

1

PC/Laptop Error PGP 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Hardware None 0

0

1

1

2

2

3

3

PGP 0

0

1

0

0

0

1

0

Total 0

0

2

1

2

2

4

3

Virus None 0

0

1

1

0

0

1

1

Symantec 

Endpoint 

0

0

0

0

1

1

1

1

Total 0

0

1

1

1

1

2

2

Total 0

0

3

2

4

4

7

6



Critical Low Medium Total

Metro D North 

Desktop 

Support

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Incident Microsoft 

Windows 

0

0

1

1

0

0

1

1

None 0

0

1

1

1

1

2

2

Total 0

0

2

2

1

1

3

3

Total 0

0

3

3

1

1

4

4

Total 0
0

15
8

6
6

21
14

Network 

Operations

_No Tier 2 None None 0

0

2

0

2

0

4

0

Total 0

0

2

0

2

0

4

0

Total 0

0

2

0

2

0

4

0

Total 0
0

2
0

2
0

4
0

Rural Central 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Pro

0

0

1

1

0

0

1

1

Adobe Reader 0

0

1

1

0

0

1

1

Bentley 

Geopak

0

0

1

1

0

0

1

1

BlackBerry 

Configuration

0

0

2

2

0

0

2

2

electronic 

Project 

0

0

2

2

0

0

2

2



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None Enterprise 

Client

0

0

1

1

0

0

1

1

Internet 

Explorer

0

0

4

4

0

0

4

4

Java Runtime 

Environment

0

0

1

1

0

0

1

1

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

Microsoft 

PowerPoint

0

0

1

1

0

0

1

1

Microsoft Visio 

Standard 2003

0

0

1

1

0

0

1

1

Microsoft 

Windows XP 

0

0

13

11

0

0

13

11

MicroStation 0

0

1

1

0

0

1

1

None 0

0

77

51

1

1

78

52

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

2

2

0

0

2

2

PGP Desktop 

Security

0

0

2

2

0

0

2

2

PGP for 

Windows

0

0

1

0

0

0

1

0

Primavera 0

0

1

1

0

0

1

1

Project 

Development 

0

0

1

1

0

0

1

1

ProjectWise 0

0

3

3

0

0

3

3



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None Symantec 

Endpoint 

0

0

2

1

0

0

2

1

WinEdit 32 Pro 

for Windows 

0

0

1

1

0

0

1

1

WinZip 0

0

1

1

0

0

1

1

Total 0

0

122

91

1

1

123

92

Total 0

0

122

91

1

1

123

92

Application Error Adobe Acrobat 

9.0 Pro

0

0

1

1

0

0

1

1

Microsoft Office 

2003 

0

0

1

1

0

0

1

1

None 0

0

28

27

2

1

30

28

Novell 

GroupWise

0

0

3

3

0

0

3

3

Operations 

Management 

0

0

1

1

0

0

1

1

PGP for 

Windows

0

0

1

0

0

0

1

0

ProjectWise 0

0

1

1

0

0

1

1

Risk 

Management 

0

0

2

2

0

0

2

2

Symantec 

AntiVirus

0

0

1

1

0

0

1

1

Total 0

0

39

37

2

1

41

38

None Street Atlas 

USA

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

Application None Total 0

0

1

0

0

0

1

0

Reporting Microsoft Office 

2003 

0

0

1

1

0

0

1

1

None 0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

1

1

0

0

1

1

Novell 

GroupWise 

0

0

1

1

0

0

1

1

ProjectWise 0

0

1

1

0

0

1

1

Total 0

0

5

5

0

0

5

5

Total 0

0

45

42

2

1

47

43

Mobile Devices Error BlackBerry 

Configuration

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Network Incident None 0

0

3

2

0

0

3

2

Total 0

0

3

2

0

0

3

2

Virus None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

4

3

0

0

4

3



Critical Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Error Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Hardware None 0

0

5

5

0

0

5

5

Total 0

0

5

5

0

0

5

5

Password None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Performance None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Virus None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0

0

10

10

0

0

10

10

Print/Copy/Sca

n/Fax

Error Code None 0

0

4

2

0

0

4

2

Total 0

0

4

2

0

0

4

2

Incident None 0

0

4

4

0

0

4

4

Total 0

0

4

4

0

0

4

4

Queue Microsoft 

Windows XP 

0

0

1

1

0

0

1

1



Critical Low Medium Total

Rural Central 

Desktop 

Support

Print/Copy/Sca

n/Fax

Queue Total 0

0

1

1

0

0

1

1

Total 0

0

9

7

0

0

9

7

Server Performance BrightStor 

ARCserve 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Wireless 

Connectivity

Error BlackBerry 

Media Sync

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

193
156

3
2

196
158

Rural South 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

7.0 Standard

0

0

1

1

0

0

1

1

BlackBerry 

Enterprise 

0

0

1

1

0

0

1

1

Hummingbird 

DM Extensions

0

0

1

1

0

0

1

1

Internet 

Explorer

0

0

2

2

0

0

2

2

Microsoft Excel 0

0

2

2

0

0

2

2

Microsoft 

Publisher

0

0

1

1

0

0

1

1

None 0

0

2

0

0

0

2

0



Critical Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

ConsoleOne

0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

1

1

0

0

1

1

Novell 

GroupWise 

0

0

1

1

0

0

1

1

Novell 

Messenger

0

0

1

1

0

0

1

1

Novell Netware 

Connect

0

0

1

1

0

0

1

1

Operations 

Management 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

1

1

0

0

1

1

Project 

Development 

0

0

2

2

0

0

2

2

ProjectWise 1

1

3

3

0

0

4

4

Sharpdesk 0

0

1

1

0

0

1

1

SignCAD 0

0

1

1

0

0

1

1

Symantec 

Endpoint 

0

0

0

0

1

1

1

1

Total 1

1

24

21

1

1

26

23

Total 1

1

24

21

1

1

26

23

Application Error FTP Client 0

0

1

0

0

0

1

0

Java Runtime 

Environment

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

Application Error Microsoft Office 

2000 

0

0

1

0

0

0

1

0

Microsoft Word 0

0

1

1

0

0

1

1

None 0

0

2

1

0

0

2

1

Novell 

GroupWise

0

0

2

1

0

0

2

1

Total 0

0

8

3

0

0

8

3

None Microsoft Excel 0

0

1

0

0

0

1

0

Microsoft Office 

XP 

0

0

1

0

0

0

1

0

Microsoft Office 

XP Standard

0

0

1

1

0

0

1

1

None 0

0

2

2

0

0

2

2

PGP 0

0

1

0

0

0

1

0

Symantec 

AntiVirus

0

0

1

0

0

0

1

0

Total 0

0

7

3

0

0

7

3

Password PGP 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

16

6

0

0

16

6

Mobile Devices Error None 0

0

1

1

0

0

1

1



Critical Low Medium Total

Rural South 

Desktop 

Support

Mobile Devices Error Total 0

0

1

1

0

0

1

1

None BlackBerry 

Configuration

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Network Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Incident None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

None 0

0

8

6

0

0

8

6

Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

10

8

0

0

10

8

Performance None 0

0

3

1

1

0

4

1

Turbo Squid 

Tentacles

0

0

1

1

0

0

1

1



Critical Low Medium Total

Rural South 

Desktop 

Support

Network Performance Total 0

0

4

2

1

0

5

2

Total 0

0

18

12

1

0

19

12

PC/Laptop Hardware None 0

0

3

2

0

0

3

2

Total 0

0

3

2

0

0

3

2

None PGP 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

None 0

0

2

1

1

1

3

2

Total 0

0

3

2

1

1

4

3

Virus None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

10

4

1

1

11

5

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Incident None 0

0

6

5

0

0

6

5

Total 0

0

6

5

0

0

6

5



Critical Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Toner/Fuser/Ink None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

5

1

1

9

6

Telecom Call 

Management

None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 1
1

79
51

4
3

84
55

Security _No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

2
0

0
0

2
0



Critical Low Medium Total

Voice 

Operations

Telecom Call/Receive None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

CrossTalk/Nois

e/Static

None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Dial Tone None 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Feature None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Voice Mail None 0

0

6

0

1

0

7

0

Total 0

0

6

0

1

0

7

0

Total 0

0

14

0

2

0

16

0

Total 0
0

14
0

2
0

16
0

Total 1
1

487
373

17
11

505
385



Critical Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Mobile Devices Error BlackBerry 

Enterprise 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
1

0
0

3
1

Diebold EIS Hardware PC/Laptop None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Critical Low Medium Total

Diebold EIS Hardware Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Help Desk Application Error None 0

0

1

0

0

0

1

0

PGP 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Password Utah Master 

Directory

0

0

13

3

0

0

13

3

Total 0

0

13

3

0

0

13

3

Total 0

0

16

3

0

0

16

3

Mobile Devices None BlackBerry 

Configuration

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Telecom Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Help Desk Telecom Total 0

0

2

0

0

0

2

0

Total 0
0

19
3

0
0

19
3

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

45

11

0

0

45

11

Total 0

0

45

11

0

0

45

11

Total 0

0

45

11

0

0

45

11

Application Error None 0

0

7

2

0

0

7

2

Total 0

0

7

2

0

0

7

2

None None 0

0

15

0

0

0

15

0

Total 0

0

15

0

0

0

15

0

Password None 0

0

2

2

0

0

2

2

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

3

2

0

0

3

2

Total 0

0

25

4

0

0

25

4

Network Incident None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

None None 0

0

1

0

0

0

1

0



Critical Low Medium Total

Metro C 

Desktop 

Support

Network None Total 0

0

1

0

0

0

1

0

Password None 0

0

9

0

0

0

9

0

Total 0

0

9

0

0

0

9

0

Total 0

0

12

1

0

0

12

1

PC/Laptop Error None 0

0

13

2

0

0

13

2

Total 0

0

13

2

0

0

13

2

Hardware None 0

0

14

3

0

0

14

3

Total 0

0

14

3

0

0

14

3

None None 0

0

22

0

0

0

22

0

Total 0

0

22

0

0

0

22

0

Password None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Virus None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0



Critical Low Medium Total

Metro C 

Desktop 

Support

PC/Laptop Total 0

0

58

5

0

0

58

5

Print/Copy/Sca

n/Fax

Incident None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

9

0

0

0

9

0

Total 0

0

9

0

0

0

9

0

Toner/Fuser/Ink None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

12

0

0

0

12

0

Remote 

Connectivity

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Server None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

154
21

0
0

154
21

Metro C 

Hosting

_No Tier 2 None None 0

0

3

2

0

0

3

2



Critical Low Medium Total

Metro C 

Hosting

_No Tier 2 None Total 0

0

3

2

0

0

3

2

Total 0

0

3

2

0

0

3

2

Total 0
0

3
2

0
0

3
2

Metro C 

Network

Network Error None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

2
1

0
0

2
1

Metro D North 

Desktop 

Support

Application Error Adobe Reader 0

0

1

0

0

0

1

0

Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

4

0

0

0

4

0

Total 0

0

6

0

0

0

6

0

Total 0

0

6

0

0

0

6

0

Mobile Devices None BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error None 0

0

1

0

0

0

1

0



Critical Low Medium Total

Metro D North 

Desktop 

Support

Network Error Project 

Development 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password PGP 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

2

0

1

0

3

0

PC/Laptop Error PGP 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Hardware None 0

0

1

0

2

0

3

0

PGP 0

0

1

0

0

0

1

0

Total 0

0

2

0

2

0

4

0

Virus None 0

0

1

0

0

0

1

0

Symantec 

Endpoint 

0

0

0

0

1

0

1

0

Total 0

0

1

0

1

0

2

0

Total 0

0

3

0

4

0

7

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Metro D North 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Microsoft 

Windows 

0

0

1

0

0

0

1

0

None 0

0

1

0

1

0

2

0

Total 0

0

2

0

1

0

3

0

Total 0

0

3

0

1

0

4

0

Total 0
0

15
0

6
0

21
0

Network 

Operations

_No Tier 2 None None 0

0

2

0

2

0

4

0

Total 0

0

2

0

2

0

4

0

Total 0

0

2

0

2

0

4

0

Total 0
0

2
0

2
0

4
0

Rural Central 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Pro

0

0

1

0

0

0

1

0

Adobe Reader 0

0

1

0

0

0

1

0

Bentley 

Geopak

0

0

1

0

0

0

1

0

BlackBerry 

Configuration

0

0

2

0

0

0

2

0

electronic 

Project 

0

0

2

0

0

0

2

0

Enterprise 

Client

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

4

0

0

0

4

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None Java Runtime 

Environment

0

0

1

0

0

0

1

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

Microsoft 

PowerPoint

0

0

1

0

0

0

1

0

Microsoft Visio 

Standard 2003

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

13

0

0

0

13

0

MicroStation 0

0

1

0

0

0

1

0

None 0

0

77

0

1

0

78

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

PGP Desktop 

Security

0

0

2

0

0

0

2

0

PGP for 

Windows

0

0

1

0

0

0

1

0

Primavera 0

0

1

0

0

0

1

0

Project 

Development 

0

0

1

0

0

0

1

0

ProjectWise 0

0

3

0

0

0

3

0

Symantec 

Endpoint 

0

0

2

0

0

0

2

0

WinEdit 32 Pro 

for Windows 

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None WinZip 0

0

1

0

0

0

1

0

Total 0

0

122

0

1

0

123

0

Total 0

0

122

0

1

0

123

0

Application Error Adobe Acrobat 

9.0 Pro

0

0

1

0

0

0

1

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

None 0

0

28

1

2

0

30

1

Novell 

GroupWise

0

0

3

0

0

0

3

0

Operations 

Management 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

1

0

0

0

1

0

ProjectWise 0

0

1

0

0

0

1

0

Risk 

Management 

0

0

2

0

0

0

2

0

Symantec 

AntiVirus

0

0

1

0

0

0

1

0

Total 0

0

39

1

2

0

41

1

None Street Atlas 

USA

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Microsoft Office 

2003 

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

Application Reporting None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

ProjectWise 0

0

1

0

0

0

1

0

Total 0

0

5

0

0

0

5

0

Total 0

0

45

1

2

0

47

1

Mobile Devices Error BlackBerry 

Configuration

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Virus None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

PC/Laptop Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

10

0

0

0

10

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Incident None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Queue Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

9

0

0

0

9

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

Server Performance BrightStor 

ARCserve 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Wireless 

Connectivity

Error BlackBerry 

Media Sync

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

193
1

3
0

196
1

Rural South 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

7.0 Standard

0

0

1

0

0

0

1

0

BlackBerry 

Enterprise 

0

0

1

0

0

0

1

0

Hummingbird 

DM Extensions

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

2

0

0

0

2

0

Microsoft Excel 0

0

2

0

0

0

2

0

Microsoft 

Publisher

0

0

1

0

0

0

1

0

None 0

0

2

1

0

0

2

1

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise 

0

0

1

0

0

0

1

0

Novell 

Messenger

0

0

1

0

0

0

1

0

Novell Netware 

Connect

0

0

1

0

0

0

1

0

Operations 

Management 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

1

0

0

0

1

0

Project 

Development 

0

0

2

0

0

0

2

0

ProjectWise 1

0

3

0

0

0

4

0

Sharpdesk 0

0

1

0

0

0

1

0

SignCAD 0

0

1

0

0

0

1

0

Symantec 

Endpoint 

0

0

0

0

1

0

1

0

Total 1

0

24

1

1

0

26

1

Total 1

0

24

1

1

0

26

1

Application Error FTP Client 0

0

1

0

0

0

1

0

Java Runtime 

Environment

0

0

1

0

0

0

1

0

Microsoft Office 

2000 

0

0

1

0

0

0

1

0

Microsoft Word 0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

Application Error None 0

0

2

1

0

0

2

1

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

8

1

0

0

8

1

None Microsoft Excel 0

0

1

0

0

0

1

0

Microsoft Office 

XP 

0

0

1

0

0

0

1

0

Microsoft Office 

XP Standard

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

PGP 0

0

1

0

0

0

1

0

Symantec 

AntiVirus

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Password PGP 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

16

1

0

0

16

1

Mobile Devices Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None BlackBerry 

Configuration

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

Mobile Devices None Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Incident None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

8

0

0

0

8

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

10

0

0

0

10

0

Performance None 0

0

3

0

1

0

4

0

Turbo Squid 

Tentacles

0

0

1

0

0

0

1

0

Total 0

0

4

0

1

0

5

0

Total 0

0

18

0

1

0

19

0



Critical Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

None PGP 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

0

1

0

3

0

Total 0

0

3

0

1

0

4

0

Virus None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 0

0

10

1

1

0

11

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Incident None 0

0

6

0

0

0

6

0

Total 0

0

6

0

0

0

6

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

0

1

0

9

0

Telecom Call 

Management

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

79
3

4
0

84
3

Security _No Tier 2 None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

2
1

0
0

2
1

Voice 

Operations

Telecom Call/Receive None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Dial Tone None 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Feature None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Voice Mail None 0

0

6

0

1

0

7

0

Total 0

0

6

0

1

0

7

0

Total 0

0

14

0

2

0

16

0

Total 0
0

14
0

2
0

16
0

Total 1
0

487
33

17
0

505
33



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Critical Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.76

0

0.00

1

0.76

Total 0

0.00

1

0.76

0

0.00

1

0.76

Total 0

0.00

1

0.76

0

0.00

1

0.76

Application Error Novell 

GroupWise

0

0.00

1

0.16

0

0.00

1

0.16

Total 0

0.00

1

0.16

0

0.00

1

0.16

Total 0

0.00

1

0.16

0

0.00

1

0.16

Mobile Devices Error BlackBerry 

Enterprise 

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

1

0.11

0

0.00

1

0.11

Total 0
0.00

3
0.34

0
0.00

3
0.34

Diebold EIS Hardware PC/Laptop None 0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

1

0.23

0

0.00

1

0.23



Critical Low Medium Total

Diebold EIS Hardware Total 0

0.00

1

0.23

0

0.00

1

0.23

Total 0
0.00

1
0.23

0
0.00

1
0.23

Help Desk Application Error None 0

0.00

1

0.00

0

0.00

1

0.00

PGP 0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Password Utah Master 

Directory

0

0.00

13

0.28

0

0.00

13

0.28

Total 0

0.00

13

0.28

0

0.00

13

0.28

Total 0

0.00

16

0.24

0

0.00

16

0.24

Mobile Devices None BlackBerry 

Configuration

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Telecom Dial Tone None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None None 0

0.00

1

0.44

0

0.00

1

0.44

Total 0

0.00

1

0.44

0

0.00

1

0.44



Critical Low Medium Total

Help Desk Telecom Total 0

0.00

2

0.30

0

0.00

2

0.30

Total 0
0.00

19
0.24

0
0.00

19
0.24

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

45

0.54

0

0.00

45

0.54

Total 0

0.00

45

0.54

0

0.00

45

0.54

Total 0

0.00

45

0.54

0

0.00

45

0.54

Application Error None 0

0.00

7

0.40

0

0.00

7

0.40

Total 0

0.00

7

0.40

0

0.00

7

0.40

None None 0

0.00

15

0.00

0

0.00

15

0.00

Total 0

0.00

15

0.00

0

0.00

15

0.00

Password None 0

0.00

2

0.80

0

0.00

2

0.80

Utah Master 

Directory

0

0.00

1

0.14

0

0.00

1

0.14

Total 0

0.00

3

0.58

0

0.00

3

0.58

Total 0

0.00

25

0.24

0

0.00

25

0.24

Network Incident None 0

0.00

2

0.67

0

0.00

2

0.67

Total 0

0.00

2

0.67

0

0.00

2

0.67

None None 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Metro C 

Desktop 

Support

Network None Total 0

0.00

1

0.00

0

0.00

1

0.00

Password None 0

0.00

9

0.05

0

0.00

9

0.05

Total 0

0.00

9

0.05

0

0.00

9

0.05

Total 0

0.00

12

0.21

0

0.00

12

0.21

PC/Laptop Error None 0

0.00

13

0.33

0

0.00

13

0.33

Total 0

0.00

13

0.33

0

0.00

13

0.33

Hardware None 0

0.00

14

0.29

0

0.00

14

0.29

Total 0

0.00

14

0.29

0

0.00

14

0.29

None None 0

0.00

22

0.05

0

0.00

22

0.05

Total 0

0.00

22

0.05

0

0.00

22

0.05

Password None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Performance None 0

0.00

2

0.33

0

0.00

2

0.33

Total 0

0.00

2

0.33

0

0.00

2

0.33

Virus None 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00



Critical Low Medium Total

Metro C 

Desktop 

Support

PC/Laptop Total 0

0.00

58

0.19

0

0.00

58

0.19

Print/Copy/Sca

n/Fax

Incident None 0

0.00

2

0.02

0

0.00

2

0.02

Total 0

0.00

2

0.02

0

0.00

2

0.02

None None 0

0.00

9

0.00

0

0.00

9

0.00

Total 0

0.00

9

0.00

0

0.00

9

0.00

Toner/Fuser/Ink None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

12

0.01

0

0.00

12

0.01

Remote 

Connectivity

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Server None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

154
0.32

0
0.00

154
0.32

Metro C 

Hosting

_No Tier 2 None None 0

0.00

3

8.25

0

0.00

3

8.25



Critical Low Medium Total

Metro C 

Hosting

_No Tier 2 None Total 0

0.00

3

8.25

0

0.00

3

8.25

Total 0

0.00

3

8.25

0

0.00

3

8.25

Total 0
0.00

3
8.25

0
0.00

3
8.25

Metro C 

Network

Network Error None 0

0.00

2

1.23

0

0.00

2

1.23

Total 0

0.00

2

1.23

0

0.00

2

1.23

Total 0

0.00

2

1.23

0

0.00

2

1.23

Total 0
0.00

2
1.23

0
0.00

2
1.23

Metro D North 

Desktop 

Support

Application Error Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Word 0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

Mobile Devices None BlackBerry 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Error None 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Metro D North 

Desktop 

Support

Network Error Project 

Development 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Password PGP 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.00

1

0.00

3

0.00

PC/Laptop Error PGP 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Hardware None 0

0.00

1

0.00

2

0.00

3

0.00

PGP 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

2

0.00

4

0.00

Virus None 0

0.00

1

0.00

0

0.00

1

0.00

Symantec 

Endpoint 

0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

2

0.00

Total 0

0.00

3

0.00

4

0.00

7

0.00

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Metro D North 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Microsoft 

Windows 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

1

0.00

1

0.00

2

0.00

Total 0

0.00

2

0.00

1

0.00

3

0.00

Total 0

0.00

3

0.00

1

0.00

4

0.00

Total 0
0.00

15
0.00

6
0.00

21
0.00

Network 

Operations

_No Tier 2 None None 0

0.00

2

0.33

2

0.10

4

0.22

Total 0

0.00

2

0.33

2

0.10

4

0.22

Total 0

0.00

2

0.33

2

0.10

4

0.22

Total 0
0.00

2
0.33

2
0.10

4
0.22

Rural Central 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Pro

0

0.00

1

0.00

0

0.00

1

0.00

Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Bentley 

Geopak

0

0.00

1

0.00

0

0.00

1

0.00

BlackBerry 

Configuration

0

0.00

2

0.05

0

0.00

2

0.05

electronic 

Project 

0

0.00

2

0.00

0

0.00

2

0.00

Enterprise 

Client

0

0.00

1

0.00

0

0.00

1

0.00

Internet 

Explorer

0

0.00

4

0.00

0

0.00

4

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None Java Runtime 

Environment

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

2003 

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

PowerPoint

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Visio 

Standard 2003

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

13

0.00

0

0.00

13

0.00

MicroStation 0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

77

0.00

1

0.00

78

0.00

Novell Client 

for 32-bit 

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00

PGP Desktop 

Security

0

0.00

2

0.00

0

0.00

2

0.00

PGP for 

Windows

0

0.00

1

0.00

0

0.00

1

0.00

Primavera 0

0.00

1

0.00

0

0.00

1

0.00

Project 

Development 

0

0.00

1

0.00

0

0.00

1

0.00

ProjectWise 0

0.00

3

0.00

0

0.00

3

0.00

Symantec 

Endpoint 

0

0.00

2

0.00

0

0.00

2

0.00

WinEdit 32 Pro 

for Windows 

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None WinZip 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

122

0.00

1

0.00

123

0.00

Total 0

0.00

122

0.00

1

0.00

123

0.00

Application Error Adobe Acrobat 

9.0 Pro

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

2003 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

28

0.09

2

0.00

30

0.09

Novell 

GroupWise

0

0.00

3

0.00

0

0.00

3

0.00

Operations 

Management 

0

0.00

1

0.00

0

0.00

1

0.00

PGP for 

Windows

0

0.00

1

0.07

0

0.00

1

0.07

ProjectWise 0

0.00

1

0.00

0

0.00

1

0.00

Risk 

Management 

0

0.00

2

0.00

0

0.00

2

0.00

Symantec 

AntiVirus

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

39

0.07

2

0.00

41

0.07

None Street Atlas 

USA

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Reporting Microsoft Office 

2003 

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

Application Reporting None 0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise 

0

0.00

1

0.00

0

0.00

1

0.00

ProjectWise 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

45

0.06

2

0.00

47

0.06

Mobile Devices Error BlackBerry 

Configuration

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Incident None 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Virus None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

PC/Laptop Error Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Password None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Virus None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

10

0.00

0

0.00

10

0.00

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Incident None 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Queue Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

9

0.00

0

0.00

9

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

Server Performance BrightStor 

ARCserve 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Wireless 

Connectivity

Error BlackBerry 

Media Sync

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

193
0.02

3
0.00

196
0.01

Rural South 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

7.0 Standard

0

0.00

1

0.00

0

0.00

1

0.00

BlackBerry 

Enterprise 

0

0.00

1

0.00

0

0.00

1

0.00

Hummingbird 

DM Extensions

0

0.00

1

0.00

0

0.00

1

0.00

Internet 

Explorer

0

0.00

2

0.00

0

0.00

2

0.00

Microsoft Excel 0

0.00

2

0.00

0

0.00

2

0.00

Microsoft 

Publisher

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

0.97

0

0.00

2

0.97

Novell 

ConsoleOne

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise 

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

Messenger

0

0.00

1

0.00

0

0.00

1

0.00

Novell Netware 

Connect

0

0.00

1

0.00

0

0.00

1

0.00

Operations 

Management 

0

0.00

1

0.00

0

0.00

1

0.00

PGP for 

Windows

0

0.00

1

0.00

0

0.00

1

0.00

Project 

Development 

0

0.00

2

0.00

0

0.00

2

0.00

ProjectWise 1

0.00

3

0.00

0

0.00

4

0.00

Sharpdesk 0

0.00

1

0.00

0

0.00

1

0.00

SignCAD 0

0.00

1

0.00

0

0.00

1

0.00

Symantec 

Endpoint 

0

0.00

0

0.00

1

0.00

1

0.00

Total 1

0.00

24

0.12

1

0.00

26

0.11

Total 1

0.00

24

0.12

1

0.00

26

0.11

Application Error FTP Client 0

0.00

1

0.00

0

0.00

1

0.00

Java Runtime 

Environment

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

2000 

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Word 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

Application Error None 0

0.00

2

0.42

0

0.00

2

0.42

Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

8

0.14

0

0.00

8

0.14

None Microsoft Excel 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

XP 

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

XP Standard

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

0.00

0

0.00

2

0.00

PGP 0

0.00

1

0.00

0

0.00

1

0.00

Symantec 

AntiVirus

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

7

0.00

0

0.00

7

0.00

Password PGP 0

0.00

1

0.43

0

0.00

1

0.43

Total 0

0.00

1

0.43

0

0.00

1

0.43

Total 0

0.00

16

0.12

0

0.00

16

0.12

Mobile Devices Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None BlackBerry 

Configuration

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

Mobile Devices None Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Network Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Incident None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Password Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

8

0.00

0

0.00

8

0.00

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

10

0.00

0

0.00

10

0.00

Performance None 0

0.00

3

0.00

1

0.00

4

0.00

Turbo Squid 

Tentacles

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

4

0.00

1

0.00

5

0.00

Total 0

0.00

18

0.00

1

0.00

19

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

None PGP 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

0.00

1

0.00

3

0.00

Total 0

0.00

3

0.00

1

0.00

4

0.00

Virus None 0

0.00

3

1.51

0

0.00

3

1.51

Total 0

0.00

3

1.51

0

0.00

3

1.51

Total 0

0.00

10

0.55

1

0.00

11

0.50

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Incident None 0

0.00

6

0.00

0

0.00

6

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

None None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04



Critical Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

8

0.01

1

0.00

9

0.01

Telecom Call 

Management

None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 1
0.00

79
0.13

4
0.00

84
0.13

Security _No Tier 2 None None 0

0.00

1

3.20

0

0.00

1

3.20

Total 0

0.00

1

3.20

0

0.00

1

3.20

Total 0

0.00

1

3.20

0

0.00

1

3.20

Application Error None 0

0.00

1

0.19

0

0.00

1

0.19

Total 0

0.00

1

0.19

0

0.00

1

0.19

Total 0

0.00

1

0.19

0

0.00

1

0.19

Total 0
0.00

2
1.69

0
0.00

2
1.69

Voice 

Operations

Telecom Call/Receive None 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22



Critical Low Medium Total

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0.00

2

0.16

0

0.00

2

0.16

Total 0

0.00

2

0.16

0

0.00

2

0.16

Dial Tone None 0

0.00

1

0.24

1

0.06

2

0.15

Total 0

0.00

1

0.24

1

0.06

2

0.15

Feature None 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

None None 0

0.00

3

0.07

0

0.00

3

0.07

Total 0

0.00

3

0.07

0

0.00

3

0.07

Voice Mail None 0

0.00

6

0.12

1

0.21

7

0.14

Total 0

0.00

6

0.12

1

0.21

7

0.14

Total 0

0.00

14

0.13

2

0.14

16

0.13

Total 0
0.00

14
0.13

2
0.14

16
0.13

Total 1
0.00

487
0.27

17
0.05

505
0.26



Critical Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Mobile Devices Error BlackBerry 

Enterprise 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
1

0
0

3
1

Diebold EIS Hardware PC/Laptop None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Critical Low Medium Total

Diebold Total 0
0

1
1

0
0

1
1

Help Desk Application Error None 0

0

1

0

0

0

1

0

PGP 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Password Utah Master 

Directory

0

0

13

0

0

0

13

0

Total 0

0

13

0

0

0

13

0

Total 0

0

16

0

0

0

16

0

Mobile Devices None BlackBerry 

Configuration

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Telecom Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0



Critical Low Medium Total

Help Desk Total 0
0

19
0

0
0

19
0

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

45

3

0

0

45

3

Total 0

0

45

3

0

0

45

3

Total 0

0

45

3

0

0

45

3

Application Error None 0

0

7

1

0

0

7

1

Total 0

0

7

1

0

0

7

1

None None 0

0

15

0

0

0

15

0

Total 0

0

15

0

0

0

15

0

Password None 0

0

2

0

0

0

2

0

Utah Master 

Directory

0

0

1

1

0

0

1

1

Total 0

0

3

1

0

0

3

1

Total 0

0

25

2

0

0

25

2

Network Incident None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Metro C 

Desktop 

Support

Network Password None 0

0

9

0

0

0

9

0

Total 0

0

9

0

0

0

9

0

Total 0

0

12

0

0

0

12

0

PC/Laptop Error None 0

0

13

2

0

0

13

2

Total 0

0

13

2

0

0

13

2

Hardware None 0

0

14

0

0

0

14

0

Total 0

0

14

0

0

0

14

0

None None 0

0

22

0

0

0

22

0

Total 0

0

22

0

0

0

22

0

Password None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Performance None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Virus None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Total 0

0

58

4

0

0

58

4



Critical Low Medium Total

Metro C 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

9

0

0

0

9

0

Total 0

0

9

0

0

0

9

0

Toner/Fuser/Ink None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

12

0

0

0

12

0

Remote 

Connectivity

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Server None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

154
9

0
0

154
9

Metro C 

Hosting

_No Tier 2 None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1



Critical Low Medium Total

Metro C 

Hosting

_No Tier 2 Total 0

0

3

1

0

0

3

1

Total 0
0

3
1

0
0

3
1

Metro C 

Network

Network Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Metro D North 

Desktop 

Support

Application Error Adobe Reader 0

0

1

0

0

0

1

0

Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

4

0

0

0

4

0

Total 0

0

6

0

0

0

6

0

Total 0

0

6

0

0

0

6

0

Mobile Devices None BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error None 0

0

1

0

0

0

1

0

Project 

Development 

0

0

1

0

0

0

1

0



Critical Low Medium Total

Metro D North 

Desktop 

Support

Network Error Total 0

0

2

0

0

0

2

0

Password PGP 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

2

0

1

0

3

0

PC/Laptop Error PGP 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Hardware None 0

0

1

0

2

0

3

0

PGP 0

0

1

0

0

0

1

0

Total 0

0

2

0

2

0

4

0

Virus None 0

0

1

0

0

0

1

0

Symantec 

Endpoint 

0

0

0

0

1

1

1

1

Total 0

0

1

0

1

1

2

1

Total 0

0

3

0

4

1

7

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Incident Microsoft 

Windows 

0

0

1

0

0

0

1

0



Critical Low Medium Total

Metro D North 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

1

0

2

0

Total 0

0

2

0

1

0

3

0

Total 0

0

3

0

1

0

4

0

Total 0
0

15
0

6
1

21
1

Network 

Operations

_No Tier 2 None None 0

0

2

1

2

0

4

1

Total 0

0

2

1

2

0

4

1

Total 0

0

2

1

2

0

4

1

Total 0
0

2
1

2
0

4
1

Rural Central 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Pro

0

0

1

0

0

0

1

0

Adobe Reader 0

0

1

0

0

0

1

0

Bentley 

Geopak

0

0

1

0

0

0

1

0

BlackBerry 

Configuration

0

0

2

1

0

0

2

1

electronic 

Project 

0

0

2

0

0

0

2

0

Enterprise 

Client

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

4

0

0

0

4

0

Java Runtime 

Environment

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None Microsoft Office 

2003 

0

0

1

0

0

0

1

0

Microsoft 

PowerPoint

0

0

1

0

0

0

1

0

Microsoft Visio 

Standard 2003

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

13

0

0

0

13

0

MicroStation 0

0

1

0

0

0

1

0

None 0

0

77

0

1

0

78

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

PGP Desktop 

Security

0

0

2

0

0

0

2

0

PGP for 

Windows

0

0

1

0

0

0

1

0

Primavera 0

0

1

0

0

0

1

0

Project 

Development 

0

0

1

0

0

0

1

0

ProjectWise 0

0

3

0

0

0

3

0

Symantec 

Endpoint 

0

0

2

0

0

0

2

0

WinEdit 32 Pro 

for Windows 

0

0

1

0

0

0

1

0

WinZip 0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None Total 0

0

122

1

1

0

123

1

Total 0

0

122

1

1

0

123

1

Application Error Adobe Acrobat 

9.0 Pro

0

0

1

0

0

0

1

0

Microsoft Office 

2003 

0

0

1

0

0

0

1

0

None 0

0

28

0

2

1

30

1

Novell 

GroupWise

0

0

3

0

0

0

3

0

Operations 

Management 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

1

0

0

0

1

0

ProjectWise 0

0

1

0

0

0

1

0

Risk 

Management 

0

0

2

0

0

0

2

0

Symantec 

AntiVirus

0

0

1

0

0

0

1

0

Total 0

0

39

0

2

1

41

1

None Street Atlas 

USA

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Microsoft Office 

2003 

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

Application Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

ProjectWise 0

0

1

0

0

0

1

0

Total 0

0

5

0

0

0

5

0

Total 0

0

45

0

2

1

47

1

Mobile Devices Error BlackBerry 

Configuration

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Virus None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

PC/Laptop Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

5

0

0

0

5

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware Total 0

0

5

0

0

0

5

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

10

0

0

0

10

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Incident None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Queue Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

9

0

0

0

9

0

Server Performance BrightStor 

ARCserve 

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural Central 

Desktop 

Support

Server Performance Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Wireless 

Connectivity

Error BlackBerry 

Media Sync

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

193
1

3
1

196
2

Rural South 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

7.0 Standard

0

0

1

0

0

0

1

0

BlackBerry 

Enterprise 

0

0

1

0

0

0

1

0

Hummingbird 

DM Extensions

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

2

0

0

0

2

0

Microsoft Excel 0

0

2

0

0

0

2

0

Microsoft 

Publisher

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

Messenger

0

0

1

0

0

0

1

0

Novell Netware 

Connect

0

0

1

0

0

0

1

0

Operations 

Management 

0

0

1

0

0

0

1

0

PGP for 

Windows

0

0

1

0

0

0

1

0

Project 

Development 

0

0

2

0

0

0

2

0

ProjectWise 1

0

3

0

0

0

4

0

Sharpdesk 0

0

1

0

0

0

1

0

SignCAD 0

0

1

0

0

0

1

0

Symantec 

Endpoint 

0

0

0

0

1

0

1

0

Total 1

0

24

0

1

0

26

0

Total 1

0

24

0

1

0

26

0

Application Error FTP Client 0

0

1

0

0

0

1

0

Java Runtime 

Environment

0

0

1

0

0

0

1

0

Microsoft Office 

2000 

0

0

1

0

0

0

1

0

Microsoft Word 0

0

1

0

0

0

1

0

None 0

0

2

1

0

0

2

1



Critical Low Medium Total

Rural South 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

8

1

0

0

8

1

None Microsoft Excel 0

0

1

0

0

0

1

0

Microsoft Office 

XP 

0

0

1

0

0

0

1

0

Microsoft Office 

XP Standard

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

PGP 0

0

1

0

0

0

1

0

Symantec 

AntiVirus

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Password PGP 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

16

1

0

0

16

1

Mobile Devices Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None BlackBerry 

Configuration

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

Mobile Devices Total 0

0

2

0

0

0

2

0

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Incident None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

8

0

0

0

8

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

10

0

0

0

10

0

Performance None 0

0

3

0

1

0

4

0

Turbo Squid 

Tentacles

0

0

1

0

0

0

1

0

Total 0

0

4

0

1

0

5

0

Total 0

0

18

0

1

0

19

0

PC/Laptop Hardware None 0

0

3

0

0

0

3

0



Critical Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware Total 0

0

3

0

0

0

3

0

None PGP 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

0

1

0

3

0

Total 0

0

3

0

1

0

4

0

Virus None 0

0

3

2

0

0

3

2

Total 0

0

3

2

0

0

3

2

Total 0

0

10

2

1

0

11

2

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Incident None 0

0

6

0

0

0

6

0

Total 0

0

6

0

0

0

6

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Toner/Fuser/Ink None 0

0

1

0

0

0

1

0



Critical Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink Total 0

0

1

0

0

0

1

0

Total 0

0

8

0

1

0

9

0

Telecom Call 

Management

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

79
3

4
0

84
3

Security _No Tier 2 None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

2
1

0
0

2
1

Voice 

Operations

Telecom Call/Receive None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

CrossTalk/Nois

e/Static

None 0

0

2

0

0

0

2

0



Critical Low Medium Total

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

Total 0

0

2

0

0

0

2

0

Dial Tone None 0

0

1

1

1

0

2

1

Total 0

0

1

1

1

0

2

1

Feature None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Voice Mail None 0

0

6

0

1

0

7

0

Total 0

0

6

0

1

0

7

0

Total 0

0

14

1

2

0

16

1

Total 0
0

14
1

2
0

16
1

Total 1
0

487
19

17
2

505
21



Critical Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

52.28

0

0.00

1

52.28

Total 0

0.00

1

52.28

0

0.00

1

52.28

Total 0

0.00

1

52.28

0

0.00

1

52.28

Application Error Novell 

GroupWise

0

0.00

1

4.72

0

0.00

1

4.72

Total 0

0.00

1

4.72

0

0.00

1

4.72

Total 0

0.00

1

4.72

0

0.00

1

4.72

Mobile Devices Error BlackBerry 

Enterprise 

0

0.00

1

2.04

0

0.00

1

2.04

Total 0

0.00

1

2.04

0

0.00

1

2.04

Total 0

0.00

1

2.04

0

0.00

1

2.04

Total 0
0.00

3
19.68

0
0.00

3
19.68

Diebold EIS Hardware PC/Laptop None 0

0.00

1

25.06

0

0.00

1

25.06

Total 0

0.00

1

25.06

0

0.00

1

25.06

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Critical Low Medium Total

Diebold EIS Hardware Total 0

0.00

1

25.06

0

0.00

1

25.06

Total 0
0.00

1
25.06

0
0.00

1
25.06

Help Desk Application Error None 0

0.00

1

0.00

0

0.00

1

0.00

PGP 0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Password Utah Master 

Directory

0

0.00

13

3.81

0

0.00

13

3.81

Total 0

0.00

13

3.81

0

0.00

13

3.81

Total 0

0.00

16

3.28

0

0.00

16

3.28

Mobile Devices None BlackBerry 

Configuration

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Telecom Dial Tone None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None None 0

0.00

1

0.44

0

0.00

1

0.44

Total 0

0.00

1

0.44

0

0.00

1

0.44



Critical Low Medium Total

Help Desk Telecom Total 0

0.00

2

0.30

0

0.00

2

0.30

Total 0
0.00

19
2.91

0
0.00

19
2.91

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

45

1.31

0

0.00

45

1.31

Total 0

0.00

45

1.31

0

0.00

45

1.31

Total 0

0.00

45

1.31

0

0.00

45

1.31

Application Error None 0

0.00

7

1.09

0

0.00

7

1.09

Total 0

0.00

7

1.09

0

0.00

7

1.09

None None 0

0.00

15

0.17

0

0.00

15

0.17

Total 0

0.00

15

0.17

0

0.00

15

0.17

Password None 0

0.00

2

0.80

0

0.00

2

0.80

Utah Master 

Directory

0

0.00

1

4.84

0

0.00

1

4.84

Total 0

0.00

3

2.14

0

0.00

3

2.14

Total 0

0.00

25

0.65

0

0.00

25

0.65

Network Incident None 0

0.00

2

0.74

0

0.00

2

0.74

Total 0

0.00

2

0.74

0

0.00

2

0.74

None None 0

0.00

1

0.23

0

0.00

1

0.23



Critical Low Medium Total

Metro C 

Desktop 

Support

Network None Total 0

0.00

1

0.23

0

0.00

1

0.23

Password None 0

0.00

9

0.07

0

0.00

9

0.07

Total 0

0.00

9

0.07

0

0.00

9

0.07

Total 0

0.00

12

0.23

0

0.00

12

0.23

PC/Laptop Error None 0

0.00

13

1.77

0

0.00

13

1.77

Total 0

0.00

13

1.77

0

0.00

13

1.77

Hardware None 0

0.00

14

0.52

0

0.00

14

0.52

Total 0

0.00

14

0.52

0

0.00

14

0.52

None None 0

0.00

22

0.77

0

0.00

22

0.77

Total 0

0.00

22

0.77

0

0.00

22

0.77

Password None 0

0.00

2

2.18

0

0.00

2

2.18

Total 0

0.00

2

2.18

0

0.00

2

2.18

Performance None 0

0.00

2

2.51

0

0.00

2

2.51

Total 0

0.00

2

2.51

0

0.00

2

2.51

Virus None 0

0.00

5

0.38

0

0.00

5

0.38

Total 0

0.00

5

0.38

0

0.00

5

0.38



Critical Low Medium Total

Metro C 

Desktop 

Support

PC/Laptop Total 0

0.00

58

1.03

0

0.00

58

1.03

Print/Copy/Sca

n/Fax

Incident None 0

0.00

2

1.69

0

0.00

2

1.69

Total 0

0.00

2

1.69

0

0.00

2

1.69

None None 0

0.00

9

0.13

0

0.00

9

0.13

Total 0

0.00

9

0.13

0

0.00

9

0.13

Toner/Fuser/Ink None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

12

0.38

0

0.00

12

0.38

Remote 

Connectivity

None None 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Server None None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Total 0
0.00

154
0.93

0
0.00

154
0.93

Metro C 

Hosting

_No Tier 2 None None 0

0.00

3

12.04

0

0.00

3

12.04



Critical Low Medium Total

Metro C 

Hosting

_No Tier 2 None Total 0

0.00

3

12.04

0

0.00

3

12.04

Total 0

0.00

3

12.04

0

0.00

3

12.04

Total 0
0.00

3
12.04

0
0.00

3
12.04

Metro C 

Network

Network Error None 0

0.00

2

1.23

0

0.00

2

1.23

Total 0

0.00

2

1.23

0

0.00

2

1.23

Total 0

0.00

2

1.23

0

0.00

2

1.23

Total 0
0.00

2
1.23

0
0.00

2
1.23

Metro D North 

Desktop 

Support

Application Error Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Word 0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

Mobile Devices None BlackBerry 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Error None 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Metro D North 

Desktop 

Support

Network Error Project 

Development 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Password PGP 0

0.00

0

0.00

1

1.31

1

1.31

Total 0

0.00

0

0.00

1

1.31

1

1.31

Total 0

0.00

2

0.00

1

1.31

3

0.65

PC/Laptop Error PGP 0

0.00

0

0.00

1

1.80

1

1.80

Total 0

0.00

0

0.00

1

1.80

1

1.80

Hardware None 0

0.00

1

0.00

2

1.06

3

0.85

PGP 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

2

1.06

4

0.71

Virus None 0

0.00

1

31.87

0

0.00

1

31.87

Symantec 

Endpoint 

0

0.00

0

0.00

1

39.65

1

39.65

Total 0

0.00

1

31.87

1

39.65

2

35.76

Total 0

0.00

3

15.94

4

10.89

7

12.57

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Metro D North 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Microsoft 

Windows 

0

0.00

1

1.11

0

0.00

1

1.11

None 0

0.00

1

8.49

1

8.54

2

8.51

Total 0

0.00

2

4.80

1

8.54

3

6.05

Total 0

0.00

3

3.84

1

8.54

4

5.18

Total 0
0.00

15
4.61

6
8.90

21
6.33

Network 

Operations

_No Tier 2 None None 0

0.00

2

9.13

2

3.24

4

6.18

Total 0

0.00

2

9.13

2

3.24

4

6.18

Total 0

0.00

2

9.13

2

3.24

4

6.18

Total 0
0.00

2
9.13

2
3.24

4
6.18

Rural Central 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Pro

0

0.00

1

0.00

0

0.00

1

0.00

Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Bentley 

Geopak

0

0.00

1

0.00

0

0.00

1

0.00

BlackBerry 

Configuration

0

0.00

2

56.62

0

0.00

2

56.62

electronic 

Project 

0

0.00

2

0.00

0

0.00

2

0.00

Enterprise 

Client

0

0.00

1

0.00

0

0.00

1

0.00

Internet 

Explorer

0

0.00

4

0.00

0

0.00

4

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None Java Runtime 

Environment

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

2003 

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

PowerPoint

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Visio 

Standard 2003

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

13

0.00

0

0.00

13

0.00

MicroStation 0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

77

0.17

1

0.00

78

0.17

Novell Client 

for 32-bit 

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00

PGP Desktop 

Security

0

0.00

2

0.00

0

0.00

2

0.00

PGP for 

Windows

0

0.00

1

0.00

0

0.00

1

0.00

Primavera 0

0.00

1

0.00

0

0.00

1

0.00

Project 

Development 

0

0.00

1

0.00

0

0.00

1

0.00

ProjectWise 0

0.00

3

0.00

0

0.00

3

0.00

Symantec 

Endpoint 

0

0.00

2

0.00

0

0.00

2

0.00

WinEdit 32 Pro 

for Windows 

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

_No Tier 2 None WinZip 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

122

1.44

1

0.00

123

1.43

Total 0

0.00

122

1.44

1

0.00

123

1.43

Application Error Adobe Acrobat 

9.0 Pro

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

2003 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

28

0.25

2

5.77

30

0.75

Novell 

GroupWise

0

0.00

3

0.00

0

0.00

3

0.00

Operations 

Management 

0

0.00

1

0.00

0

0.00

1

0.00

PGP for 

Windows

0

0.00

1

1.51

0

0.00

1

1.51

ProjectWise 0

0.00

1

0.00

0

0.00

1

0.00

Risk 

Management 

0

0.00

2

0.00

0

0.00

2

0.00

Symantec 

AntiVirus

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

39

0.25

2

5.77

41

0.62

None Street Atlas 

USA

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Reporting Microsoft Office 

2003 

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

Application Reporting None 0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise 

0

0.00

1

0.00

0

0.00

1

0.00

ProjectWise 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

45

0.22

2

5.77

47

0.54

Mobile Devices Error BlackBerry 

Configuration

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Incident None 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Virus None 0

0.00

1

2.86

0

0.00

1

2.86

Total 0

0.00

1

2.86

0

0.00

1

2.86

Total 0

0.00

4

1.14

0

0.00

4

1.14

PC/Laptop Error Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Password None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Virus None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

10

0.00

0

0.00

10

0.00

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Incident None 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Queue Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

9

0.00

0

0.00

9

0.00



Critical Low Medium Total

Rural Central 

Desktop 

Support

Server Performance BrightStor 

ARCserve 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Wireless 

Connectivity

Error BlackBerry 

Media Sync

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

193
0.99

3
4.32

196
1.05

Rural South 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

7.0 Standard

0

0.00

1

0.00

0

0.00

1

0.00

BlackBerry 

Enterprise 

0

0.00

1

0.00

0

0.00

1

0.00

Hummingbird 

DM Extensions

0

0.00

1

0.00

0

0.00

1

0.00

Internet 

Explorer

0

0.00

2

0.00

0

0.00

2

0.00

Microsoft Excel 0

0.00

2

0.00

0

0.00

2

0.00

Microsoft 

Publisher

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

0.97

0

0.00

2

0.97

Novell 

ConsoleOne

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise 

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

Messenger

0

0.00

1

0.00

0

0.00

1

0.00

Novell Netware 

Connect

0

0.00

1

0.00

0

0.00

1

0.00

Operations 

Management 

0

0.00

1

0.00

0

0.00

1

0.00

PGP for 

Windows

0

0.00

1

0.00

0

0.00

1

0.00

Project 

Development 

0

0.00

2

0.00

0

0.00

2

0.00

ProjectWise 1

0.00

3

0.00

0

0.00

4

0.00

Sharpdesk 0

0.00

1

0.00

0

0.00

1

0.00

SignCAD 0

0.00

1

0.00

0

0.00

1

0.00

Symantec 

Endpoint 

0

0.00

0

0.00

1

0.00

1

0.00

Total 1

0.00

24

0.12

1

0.00

26

0.11

Total 1

0.00

24

0.12

1

0.00

26

0.11

Application Error FTP Client 0

0.00

1

0.00

0

0.00

1

0.00

Java Runtime 

Environment

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

2000 

0

0.00

1

4.06

0

0.00

1

4.06

Microsoft Word 0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

Application Error None 0

0.00

2

7.17

0

0.00

2

7.17

Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

8

2.96

0

0.00

8

2.96

None Microsoft Excel 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

XP 

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Office 

XP Standard

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

0.00

0

0.00

2

0.00

PGP 0

0.00

1

0.00

0

0.00

1

0.00

Symantec 

AntiVirus

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

7

0.00

0

0.00

7

0.00

Password PGP 0

0.00

1

2.66

0

0.00

1

2.66

Total 0

0.00

1

2.66

0

0.00

1

2.66

Total 0

0.00

16

1.84

0

0.00

16

1.84

Mobile Devices Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None BlackBerry 

Configuration

0

0.00

1

0.00

0

0.00

1

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

Mobile Devices None Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Network Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Incident None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Password Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

8

0.00

0

0.00

8

0.00

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

10

0.00

0

0.00

10

0.00

Performance None 0

0.00

3

0.00

1

0.00

4

0.00

Turbo Squid 

Tentacles

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

4

0.00

1

0.00

5

0.00

Total 0

0.00

18

0.00

1

0.00

19

0.00



Critical Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

None PGP 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

2

0.00

1

0.00

3

0.00

Total 0

0.00

3

0.00

1

0.00

4

0.00

Virus None 0

0.00

3

8.89

0

0.00

3

8.89

Total 0

0.00

3

8.89

0

0.00

3

8.89

Total 0

0.00

10

3.70

1

0.00

11

3.42

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Incident None 0

0.00

6

0.00

0

0.00

6

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

None None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04



Critical Low Medium Total

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

8

0.01

1

0.00

9

0.01

Telecom Call 

Management

None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 1
0.00

79
0.96

4
0.00

84
0.91

Security _No Tier 2 None None 0

0.00

1

3.20

0

0.00

1

3.20

Total 0

0.00

1

3.20

0

0.00

1

3.20

Total 0

0.00

1

3.20

0

0.00

1

3.20

Application Error None 0

0.00

1

29.97

0

0.00

1

29.97

Total 0

0.00

1

29.97

0

0.00

1

29.97

Total 0

0.00

1

29.97

0

0.00

1

29.97

Total 0
0.00

2
16.59

0
0.00

2
16.59

Voice 

Operations

Telecom Call/Receive None 0

0.00

1

0.67

0

0.00

1

0.67

Total 0

0.00

1

0.67

0

0.00

1

0.67



Critical Low Medium Total

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0.00

2

10.47

0

0.00

2

10.47

Total 0

0.00

2

10.47

0

0.00

2

10.47

Dial Tone None 0

0.00

1

14.18

1

12.41

2

13.30

Total 0

0.00

1

14.18

1

12.41

2

13.30

Feature None 0

0.00

1

1.05

0

0.00

1

1.05

Total 0

0.00

1

1.05

0

0.00

1

1.05

None None 0

0.00

3

0.12

0

0.00

3

0.12

Total 0

0.00

3

0.12

0

0.00

3

0.12

Voice Mail None 0

0.00

6

0.66

1

0.21

7

0.59

Total 0

0.00

6

0.66

1

0.21

7

0.59

Total 0

0.00

14

2.94

2

6.31

16

3.36

Total 0
0.00

14
2.94

2
6.31

16
3.36

Total 1
0.00

487
1.71

17
5.80

505
1.87

_No Tier 2 NoNone  0.16TIR:TIR Missed:BlackBerry ConfigurationINC000000047045

Yes  169.86TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  1.53TIR:TIR Missed:NoneINC000000051094

No  104.56TTR:TTR Missed:Capitol Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  48.02TIR:TIR Missed:NoneINC000000053664

Yes  70.72TTR:TTR Missed:Metro C Hosting Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:MicroStationINC000000054354

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation



_No Tier 2 YesNone  4.96TIR:TIR Missed:NoneINC000000057288

No  4.96TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057302

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.26TIR:TIR Missed:NoneINC000000057427

No  0.80TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:PGP Desktop SecurityINC000000057428

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:WinEdit 32 Pro for Windows NTINC000000057433

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000057446

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000057452

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057490

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000057531

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000057556

No  0.02TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Visio Standard 2003INC000000057630

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057632

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057646

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:WinZipINC000000057814

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057861

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000057865

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:electronic Project ManagementINC000000057871

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft ExcelINC000000058021

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell MessengerINC000000058031

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell ConsoleOneINC000000058058

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell Netware ConnectINC000000058062

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000058068

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:ProjectWiseINC000000058077

No  0.00TTR:TTR Missed:Rural South Desktop Support Critical ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058094

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058102

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  1.24TIR:TIR Missed:NoneINC000000058323

No  1.24TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft PowerPointINC000000058336

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058447

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000058518

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058522

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058555

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:BlackBerry ConfigurationINC000000058822

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058826

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058875

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059015

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059038

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059041

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059169

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059265

No  0.06TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.71TIR:TIR Missed:NoneINC000000059399

No  1.75TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.50TIR:TIR Missed:NoneINC000000059409

No  1.54TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.21TIR:TIR Missed:NoneINC000000059444

No  3.49TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059445

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059498

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000059536

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  10.97TIR:TIR Missed:NoneINC000000059566

Yes  12.61TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059632

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059635

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:Project Development Business SystemINC000000059743

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059816

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059891

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.19TIR:TIR Missed:NoneINC000000059948

No  0.19TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059972

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060080

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.94TIR:TIR Missed:NoneINC000000060135

No  3.34TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  2.04TIR:TIR Missed:NoneINC000000060160

No  2.04TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000060217

No  2.93TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060273

No  0.12TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060316

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.07TIR:TIR Missed:NoneINC000000060434

No  0.07TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.09TIR:TIR Missed:NoneINC000000060447

No  0.17TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000060471

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000060474

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  1.61TIR:TIR Missed:NoneINC000000060540

No  2.19TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:SignCADINC000000060567

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060735

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060775

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060792

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060794

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.33TIR:TIR Missed:NoneINC000000060821

No  1.22TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000060825

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Internet ExplorerINC000000060912

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061084

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061198

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000061561

No  0.14TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061578

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000061600

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000061607

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  3.84TIR:TIR Missed:NoneINC000000061643

No  3.84TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061979

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061987

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061998

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062001

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062006

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062131

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062168

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062190

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.13TIR:TIR Missed:NoneINC000000062286

No  0.63TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062513

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062565

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:PGP Desktop SecurityINC000000062659

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Project Development Business SystemINC000000062749

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062934

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062972

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:SharpdeskINC000000062987

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:PGP for WindowsINC000000063038

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:Project Development Business SystemINC000000063049

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063051

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063053

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  2.40TIR:TIR Missed:NoneINC000000063107

No  7.42TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063184

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063186

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe Acrobat 7.0 StandardINC000000063194

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:ProjectWiseINC000000063197

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:BlackBerry Enterprise ServerINC000000063200

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  1.28TIR:TIR Missed:NoneINC000000063272

No  1.28TTR:TTR Missed:Metro C Hosting Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063317

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063364

No  0.72TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063433

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.23TIR:TIR Missed:NoneINC000000063440

No  0.23TTR:TTR Missed:Metro C Hosting Low ClosedTransportation

_No Tier 2 NoNone  0.84TIR:TIR Missed:NoneINC000000063450

No  0.84TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.26TIR:TIR Missed:NoneINC000000063497

No  0.48TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000063545

No  1.72TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063611

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Internet ExplorerINC000000063710

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063718

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 YesNone  6.40TIR:TIR Missed:NoneINC000000063884

Yes  6.40TTR:TTR Missed:Security Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063929

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063941

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000064214

No  4.77TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:ProjectWiseINC000000064226

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:electronic Project ManagementINC000000064229

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000064512

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Operations Management SystemINC000000064576

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft ExcelINC000000064660

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Internet ExplorerINC000000064668

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:PrimaveraINC000000064685

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000064773

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000064792

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000064795

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Hummingbird DM ExtensionsINC000000065216

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000065446

No  0.00TTR:TTR Missed:Rural Central Desktop Support Medium ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000065452

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000065596

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:ProjectWiseINC000000065641

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.55TIR:TIR Missed:NoneINC000000065647

Yes  22.52TTR:TTR Missed:Network Operations Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:ProjectWiseINC000000065648

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000065662

No  0.03TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 YesNone  2.92TIR:TIR Missed:NoneINC000000065676

No  2.92TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Internet ExplorerINC000000065692

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Enterprise ClientINC000000065702

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.10TIR:TIR Missed:NoneINC000000065729

No  1.91TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.30TIR:TIR Missed:NoneINC000000065739

No  21.16TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe ReaderINC000000065977

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000065998

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000066245

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.79TIR:TIR Missed:NoneINC000000066347

No  14.01TTR:TTR Missed:Network Operations Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000066354

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000066611

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000066900

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067151

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067229

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.71TIR:TIR Missed:NoneINC000000067326

No  0.76TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Java Runtime EnvironmentINC000000067860

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Office 2003 ProfessionalINC000000067862

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000067867

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 YesNone  2.66TIR:TIR Missed:NoneINC000000068230

No  5.67TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 YesNone  3.92TIR:TIR Missed:NoneINC000000068351

No  3.92TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.27TIR:TIR Missed:NoneINC000000068368

No  0.71TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000068406

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.67TIR:TIR Missed:NoneINC000000068460

Yes  6.09TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000068716

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 YesNone  1.18TIR:TIR Missed:NoneINC000000068803

No  2.68TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWise PDA ConnectINC000000068833

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe Acrobat 9.0 ProINC000000068955

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069085

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 YesNone  1.17TIR:TIR Missed:NoneINC000000069320

No  1.17TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069640

No  4.07TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069642

No  4.05TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.20TIR:TIR Missed:NoneINC000000070002

No  3.60TTR:TTR Missed:Network Operations Medium ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Internet ExplorerINC000000070111

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Internet ExplorerINC000000070113

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000070116

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070118

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:PGP for WindowsINC000000070135

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070279

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070285

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.22TIR:TIR Missed:NoneINC000000070439

No  9.34TTR:TTR Missed:Network Operations Medium ResolvedTransportation

_No Tier 2 NoNone  0.17TIR:TIR Missed:NoneINC000000070561

Yes  10.36TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000070567

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000070572

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070581

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070640

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070643

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Bentley GeopakINC000000070908

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070923

No  0.08TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070947

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071015

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000071386

No  0.00TTR:TTR Missed:Rural South Desktop Support Medium ResolvedTransportation

_No Tier 2 NoNone  0.78TIR:TIR Missed:NoneINC000000071404

No  1.37TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft PublisherINC000000071424

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:ProjectWiseINC000000071434

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation



_No Tier 2 NoNone  0.00TIR:TIR Missed:ProjectWiseINC000000071445

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000071614

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071652

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071748

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071793

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071794

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071827

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.38TIR:TIR Missed:NoneINC000000055784

No  59.94TTR:TTR Missed:Security Low ClosedTransportation

Application NoPassword  0.85TIR:TIR Missed:PGPINC000000057622

No  5.33TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Application NoPassword  0.39TIR:TIR Missed:Utah Master DirectoryINC000000058116

No  0.39TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000058118

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Risk Management SystemINC000000058148

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000058219

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

Application YesPassword  1.54TIR:TIR Missed:Utah Master DirectoryINC000000058298

No  2.95TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoPassword  0.78TIR:TIR Missed:Utah Master DirectoryINC000000058349

No  0.78TTR:TTR Missed:Help Desk Low ClosedTransportation

Application YesPassword  1.30TIR:TIR Missed:Utah Master DirectoryINC000000058459

No  1.30TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000058787

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000058829

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000058852

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000058855

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000058993

No  0.00TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoPassword  0.37TIR:TIR Missed:Utah Master DirectoryINC000000059003

No  10.90TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000059259

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000059272



No  0.09TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000059505

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Application NoPassword  0.21TIR:TIR Missed:Utah Master DirectoryINC000000059930

No  16.61TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000059944

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000060229

No  0.04TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000060241

No  0.45TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application YesPassword  1.30TIR:TIR Missed:Utah Master DirectoryINC000000060436

No  7.47TTR:TTR Missed:Help Desk Low ClosedTransportation

Application YesError  1.07TIR:TIR Missed:NoneINC000000060672

No  1.88TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application YesError  1.26TIR:TIR Missed:NoneINC000000060953

Yes  21.52TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000061027

No  18.85TTR:TTR Missed:Help Desk Low ClosedTransportation

Application YesPassword  2.14TIR:TIR Missed:NoneINC000000061424

No  2.14TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000061808

No  3.05TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000061848

No  0.15TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000061855

No  0.11TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:Street Atlas USAINC000000062038

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000062193

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Operations Management SystemINC000000062202

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:ProjectWiseINC000000062941

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoPassword  0.16TIR:TIR Missed:Utah Master DirectoryINC000000063375

No  0.16TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Utah Master DirectoryINC000000063754

No  0.00TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000063756

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000063760

No  0.00TTR:TTR Missed:Rural Central Desktop Support Medium ClosedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000063940

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000064011

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoReporting  0.00TIR:TIR Missed:ProjectWiseINC000000064019



No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Adobe ReaderINC000000064335

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Microsoft WordINC000000064344

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

Application NoError  0.86TIR:TIR Missed:NoneINC000000064426

Yes  6.88TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:Symantec AntiVirusINC000000064833

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000064940

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000064942

No  1.39TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoReporting  0.00TIR:TIR Missed:Novell GroupWiseINC000000065005

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:PGPINC000000065112

No  0.00TTR:TTR Missed:Help Desk Low ClosedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000065339

Yes  17.30TTR:TTR Missed:Rural Central Desktop Support Medium ResolvedTransportation

Application YesError  2.09TIR:TIR Missed:NoneINC000000065392

No  2.09TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoPassword  0.29TIR:TIR Missed:Utah Master DirectoryINC000000065651

No  15.95TTR:TTR Missed:Help Desk Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000065855

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedTransportation

Application YesPassword  1.04TIR:TIR Missed:NoneINC000000066471

No  1.04TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Java Runtime EnvironmentINC000000066599

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Microsoft Office 2000 Professional SR-1INC000000066972

No  8.13TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Risk Management SystemINC000000067086

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Adobe Acrobat 9.0 ProINC000000068056

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000068096

No  0.00TTR:TTR Missed:Help Desk Low ResolvedTransportation

Application NoPassword  0.31TIR:TIR Missed:Utah Master DirectoryINC000000068385

No  14.26TTR:TTR Missed:Help Desk Low ResolvedTransportation

Application NoPassword  0.29TIR:TIR Missed:Utah Master DirectoryINC000000068387

No  5.60TTR:TTR Missed:Help Desk Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Microsoft WordINC000000068649

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:Microsoft ExcelINC000000068701

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:Microsoft Office XP ProfessionalINC000000068714

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application YesError  2.68TIR:TIR Missed:NoneINC000000069035



No  5.98TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000069150

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000069762

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000069765

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoError  0.32TIR:TIR Missed:Novell GroupWiseINC000000070005

Yes  9.44TTR:TTR Missed:Capitol Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070185

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070192

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070194

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070200

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070204

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070205

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070207

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070214

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070215

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070218

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070224

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070226

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070231

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070236

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070241

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070247

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070250

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070283

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070286

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070289



No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070291

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070293

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070295

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:PGPINC000000070397

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:Symantec AntiVirusINC000000070403

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoPassword  0.29TIR:TIR Missed:Utah Master DirectoryINC000000070647

Yes  9.67TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000070828

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:Microsoft Office XP StandardINC000000071065

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000071066

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Microsoft Office 2003 ProfessionalINC000000071074

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:NoneINC000000071077

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedTransportation

Application NoReporting  0.00TIR:TIR Missed:Microsoft Office 2003 ProfessionalINC000000071081

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.14TIR:TIR Missed:PGP for WindowsINC000000071168

No  3.03TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000071815

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000071843

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000071896

No  0.25TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000071905

No  0.21TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000071919

No  0.13TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000071934

No  0.18TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000071939

No  0.13TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoNone  0.00TIR:TIR Missed:NoneINC000000071944

No  0.10TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Application NoError  0.00TIR:TIR Missed:FTP ClientINC000000071976

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Application NoReporting  0.00TIR:TIR Missed:Novell GroupWise AdministratorINC000000072040

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation



EIS Hardware NoPC/Laptop  0.46TIR:TIR Missed:NoneINC000000055549

Yes  50.12TTR:TTR Missed:Diebold Low ClosedTransportation

Mobile Devices NoError  0.00TIR:TIR Missed:NoneINC000000058808

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Mobile Devices NoNone  0.00TIR:TIR Missed:BlackBerry ConfigurationINC000000062119

No  0.00TTR:TTR Missed:Help Desk Low ClosedTransportation

Mobile Devices NoNone  0.00TIR:TIR Missed:BlackBerry ConfigurationINC000000063066

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Mobile Devices NoNone  0.00TIR:TIR Missed:BlackBerryINC000000069367

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedTransportation

Mobile Devices NoError  0.22TIR:TIR Missed:BlackBerry Enterprise ServerINC000000070833

No  4.08TTR:TTR Missed:Capitol Desktop Support Low ResolvedTransportation

Mobile Devices NoError  0.00TIR:TIR Missed:BlackBerry ConfigurationINC000000071802

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000057229

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000057230

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:Novell GroupWiseINC000000058072

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoError  0.00TIR:TIR Missed:Project Development Business SystemINC000000058218

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

Network NoError  0.00TIR:TIR Missed:NoneINC000000058221

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000058823

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoNone  0.00TIR:TIR Missed:NoneINC000000060235

No  0.47TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000060538

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000060541

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000060849

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000061060

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000061432

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:PGPINC000000061501

No  2.62TTR:TTR Missed:Metro D North Desktop Support Medium ClosedTransportation

Network NoVirus  0.00TIR:TIR Missed:NoneINC000000061671

No  5.71TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000061838

No  0.19TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000061845

No  0.16TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation



Network NoPassword  0.00TIR:TIR Missed:NoneINC000000061852

No  0.14TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Network NoError  2.31TIR:TIR Missed:NoneINC000000062024

Network YesError  2.59TIR:TIR Missed:NoneINC000000062024

No  2.31TTR:TTR Missed:Metro C Network Low ClosedTransportation

No  2.59TTR:TTR Missed:Metro C Network Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000062990

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoError  0.00TIR:TIR Missed:NoneINC000000063001

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPerformance  0.00TIR:TIR Missed:NoneINC000000063013

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPerformance  0.00TIR:TIR Missed:Turbo Squid TentaclesINC000000063143

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000063752

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000064196

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000064384

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000066585

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000067191

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000067582

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Network NoPerformance  0.00TIR:TIR Missed:NoneINC000000067946

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Network NoPerformance  0.00TIR:TIR Missed:NoneINC000000068188

No  0.00TTR:TTR Missed:Rural South Desktop Support Medium ResolvedTransportation

Network YesIncident  1.77TIR:TIR Missed:NoneINC000000068741

No  2.05TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000068965

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000068969

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000069165

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000069219

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Network NoIncident  0.90TIR:TIR Missed:NoneINC000000070047

No  0.90TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Network NoPerformance  0.00TIR:TIR Missed:NoneINC000000070391

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Network NoNone  0.00TIR:TIR Missed:NoneINC000000070409

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Network NoPassword  0.46TIR:TIR Missed:NoneINC000000070553

No  0.46TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation



PC/Laptop NoVirus  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000053931

Yes  79.30TTR:TTR Missed:Metro D North Desktop Support Medium ClosedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000054044

No  63.74TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

PC/Laptop YesVirus  6.05TIR:TIR Missed:NoneINC000000056408

Yes  26.92TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

PC/Laptop YesHardware  2.76TIR:TIR Missed:NoneINC000000057355

No  2.76TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.48TIR:TIR Missed:NoneINC000000057694

No  4.93TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.59TIR:TIR Missed:NoneINC000000057758

No  3.94TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000057889

No  3.64TTR:TTR Missed:Metro D North Desktop Support Medium ClosedTransportation

PC/Laptop NoError  0.00TIR:TIR Missed:PGPINC000000057898

No  3.59TTR:TTR Missed:Metro D North Desktop Support Medium ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000058223

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedTransportation

PC/Laptop NoError  0.87TIR:TIR Missed:NoneINC000000058273

No  0.87TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000058744

No  4.61TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000058749

No  4.59TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000059211

No  0.61TTR:TTR Missed:Metro D North Desktop Support Medium ClosedTransportation

PC/Laptop YesError  1.04TIR:TIR Missed:NoneINC000000059217

Yes  7.78TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000059256

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000059257

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000059261

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000059273

No  0.08TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoError  0.51TIR:TIR Missed:NoneINC000000059275

No  2.16TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000060038

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000060274

No  0.14TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000060771

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000060798

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000060806



No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000060813

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000060908

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.01TIR:TIR Missed:NoneINC000000061135

No  0.70TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoError  0.89TIR:TIR Missed:NoneINC000000061811

No  2.17TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000061861

No  0.11TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000061875

No  0.13TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000061881

No  0.12TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000061888

No  0.06TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000061982

No  1.54TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000062141

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000062695

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000062922

No  2.40TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000063034

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000063135

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop YesError  2.03TIR:TIR Missed:NoneINC000000063568

No  4.21TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000064056

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000064391

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000064495

Yes  7.59TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000064956

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

PC/Laptop YesHardware  1.28TIR:TIR Missed:NoneINC000000065205

No  2.29TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000065498

Yes  17.51TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000065813

No  2.94TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000065816

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoPerformance  0.98TIR:TIR Missed:NoneINC000000066686



No  2.44TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000066946

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000066968

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000067090

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000067098

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000067119

No  1.18TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000067122

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000067348

No  4.04TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop YesHardware  1.41TIR:TIR Missed:NoneINC000000067704

No  3.10TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000068045

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000068054

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoError  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000068058

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.09TIR:TIR Missed:NoneINC000000068552

No  3.05TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoError  0.41TIR:TIR Missed:NoneINC000000068836

No  1.15TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000068917

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000069173

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000069177

No  1.35TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000069187

No  1.31TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:PGPINC000000069194

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:PGPINC000000069381

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000069540

No  5.35TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000069548

No  5.34TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoError  0.15TIR:TIR Missed:NoneINC000000069739

No  0.30TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoError  0.94TIR:TIR Missed:NoneINC000000070074

Yes  12.31TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000070419



No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000070429

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000070432

Yes  6.53TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000070931

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000071036

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000071078

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000071454

No  0.00TTR:TTR Missed:Rural South Desktop Support Medium ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000071773

No  1.43TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000071892

No  0.26TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000071943

No  0.10TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000071945

No  0.08TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000071965

No  0.10TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000071967

No  0.10TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000071968

No  0.09TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000071994

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000059253

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000059255

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000059269

No  0.08TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:Microsoft Windows Server 2003 Standard EditionINC000000061377

No  2.23TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000061818

No  2.99TTR:TTR Missed:Metro C Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000061886

No  17.08TTR:TTR Missed:Metro D North Desktop Support Medium ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000061892

No  16.97TTR:TTR Missed:Metro D North Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000062690

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000063060

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation



Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000063244

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000064043

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000064768

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000064996

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000064999

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000066061

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000066257

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000068840

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000069073

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000069146

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.07TIR:TIR Missed:NoneINC000000069153

No  0.07TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000069181

No  1.34TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000070298

No  0.00TTR:TTR Missed:Rural South Desktop Support Medium ResolvedTransportation

Print/Copy/Scan/Fax NoIncident  0.07TIR:TIR Missed:NoneINC000000070574

No  3.75TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoQueue  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000071043

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000071079

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000071381

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000071468

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000071875

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000071897

No  0.24TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000071902

No  0.23TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000071923

No  0.12TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000071925

No  0.11TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000071937

No  0.14TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation



Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000071959

No  0.11TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Remote Connectivity NoNone  0.00TIR:TIR Missed:NoneINC000000071963

No  0.11TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Server NoPerformance  0.00TIR:TIR Missed:BrightStor ARCserve BackupINC000000068967

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedTransportation

Server NoNone  0.00TIR:TIR Missed:NoneINC000000071955

No  0.07TTR:TTR Missed:Metro C Desktop Support Low ResolvedTransportation

Telecom NoVoice Mail  0.26TIR:TIR Missed:NoneINC000000058160

No  0.33TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoNone  0.07TIR:TIR Missed:NoneINC000000058353

No  0.12TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoDial Tone  0.47TIR:TIR Missed:NoneINC000000058673

Yes  28.36TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoNone  0.30TIR:TIR Missed:NoneINC000000059463

No  0.36TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoVoice Mail  0.18TIR:TIR Missed:NoneINC000000059659

No  4.78TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoVoice Mail  0.25TIR:TIR Missed:NoneINC000000060390

No  0.31TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoNone  0.06TIR:TIR Missed:NoneINC000000060524

No  0.22TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoVoice Mail  0.45TIR:TIR Missed:NoneINC000000060800

No  1.57TTR:TTR Missed:Voice Operations Low ClosedTransportation

Telecom NoVoice Mail  0.43TIR:TIR Missed:NoneINC000000061418

No  0.43TTR:TTR Missed:Voice Operations Medium ClosedTransportation

Telecom NoDial Tone  0.00TIR:TIR Missed:NoneINC000000061652

No  0.00TTR:TTR Missed:Help Desk Low ClosedTransportation

Telecom NoCall Management  0.00TIR:TIR Missed:NoneINC000000062685

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedTransportation

Telecom NoCrossTalk/Noise/Static  0.36TIR:TIR Missed:NoneINC000000064485

No  21.11TTR:TTR Missed:Voice Operations Low ResolvedTransportation

Telecom NoFeature  0.10TIR:TIR Missed:NoneINC000000066572

No  2.10TTR:TTR Missed:Voice Operations Low ResolvedTransportation

Telecom NoDial Tone  0.12TIR:TIR Missed:NoneINC000000068398

No  24.82TTR:TTR Missed:Voice Operations Medium ResolvedTransportation

Telecom NoCall/Receive  0.44TIR:TIR Missed:NoneINC000000069876

No  1.34TTR:TTR Missed:Voice Operations Low ResolvedTransportation

Telecom NoNone  0.89TIR:TIR Missed:NoneINC000000070109

No  0.89TTR:TTR Missed:Help Desk Low ResolvedTransportation

Telecom NoCrossTalk/Noise/Static  0.27TIR:TIR Missed:NoneINC000000070157

No  20.75TTR:TTR Missed:Voice Operations Low ResolvedTransportation

Telecom NoVoice Mail  0.18TIR:TIR Missed:NoneINC000000070688

No  0.60TTR:TTR Missed:Voice Operations Low ResolvedTransportation

Telecom NoVoice Mail  0.17TIR:TIR Missed:NoneINC000000071969



No  0.30TTR:TTR Missed:Voice Operations Low ResolvedTransportation

Wireless Connectivity NoError  0.00TIR:TIR Missed:BlackBerry Media SyncINC000000064851

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedTransportation


